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Bolsover District Council has a statutory duty to set out its equality objectives and how it intends to achieve them at least every four years. In 2011, Bolsover District Council sought the views and perceptions of members of its Citizens Panel about equal opportunities. This information was then used to: 
· Shape our equality objectives and the steps we planned to take to achieve them, building on feedback from our Look Beyond the Label event
· Improve our Customer Services by addressing some of the issues of concern raised in accessing Council services; and
· Gain insight into the diversity of our local population in advance of data from the Census 2011 
This information was then collated into a Single Equality Scheme 2011-2015. Many of these survey questions were repeated in 2014 so we could track our progress and shape our equality objectives in a new Single Equality Scheme 2015 – 2019.
Access to Council premises

In 2011, four respondents to the survey said they had difficulty accessing council services due to physical barriers. In the 2014 survey, nine respondents who thought there were physical barriers to accessing Council premises made comments. The greatest cause for complaint was the access to disabled parking spaces.  Poor public transport links were also mentioned.

Q21 'There are no physical barriers to me accessing Council premises’: respondents who disagreed - reasons why

	Issue raised by respondent
	Disabled parking

	Poor public transport links
	Other

	

	Disabled parking not close enough or controlled / checked
	1
	
	
	Location(s) not specified

Council has no legal powers / limited resources to enforce / monitor use of disabled parking bays 

	Council employees cars parked in disabled bays
	1
	
	
	Council policy - staff reminded via Weekly Bulletin, June and July 2015 

	Getting to Clowne with poor bus service
	
	1
	
	

	No access to transport
	
	
	1
	We offer telephone and on-line services and, in some circumstances, home visits. 

	Lack of disabled parking
	1
	
	
	Location(s) not  specified

	Only terms of planning whole we have to travel a long way to view prospective planning permission applications – otherwise fine
	
	
	1
	Planning applications are available to view on-line via the Council website: http://planning.bolsover.gov.uk/online-applications/

	Car park at S/Normanton - disabled spaces taken up with school mothers
	1
	
	
	Corporate Resources at Derbyshire County Council (which manages The Hub at South Normanton) were contacted by the South Normanton Contact Centre manager via email to make them aware of impact on our disabled customers, April 2015

	Restricted floor space in contact center
	
	
	1
	Location not specified


	It is not possible to reach any Council premises without taking at least two buses
	
	1
	
	




Parking
Disabled people in the District continue to experience difficulty in accessing amenities and in going about their everyday business because of careless parking by others which restricts or blocks access to pavements, poor public transport links or insufficient designated Blue Badge holder spaces in public car parks.   
Disabled car parking spaces at Council premises
Access to disabled car parking spaces at Council premises continues to be a matter of concern to our customers. The table below shows how many of our car parking spaces are designated for Blue Badge holders.

Disabled parking spaces at Bolsover District Council premises, September 2015
	
	Blue Badge holder disabled bays
	Contact Centre customer bays
	Leisure Centre customer bays

	The Arc, Clowne*
	7
	5
	7

	Riverside, Doe Lea**
	2
	-
	-

	Bolsover Contact Centre***
	0
	Unlimited 
	-

	Shirebrook Contact Centre
	0
	Parking on road to rear of building
	-

	South Normanton Contact Centre
	Approx. 8 for the whole of the joint service centre
	Unlimited - car park for the whole of the joint service centre
	-

	Pleasley Vale Outdoor Activity Centre
	-
	-
	Unlimited 

	Creswell Leisure Centre
	2
	-
	12



* Unlimited car parking spaces available at The Arc which are not designated for disabled, Contact Centre or Leisure services customers
** No public access at Riverside
*** The Bolsover Contact Centre at Sherwood Lodge is currently operating from temporary premises until it relocates to new offices in late 2016.

Employees of Bolsover District Council are not permitted to park in disabled parking bays on Council premises unless they are Blue Badge holders or, in exceptional cases only, have been permitted to do so by management as a reasonable adjustment for their disability.  We remind our staff about this policy regularly via internal corporate communications. 
Accessible on-line services
Technology is changing the way people access information and services.  According to OFCOM[footnoteRef:1], two thirds of adults (66%) now use a smartphone and with wider use of smartphones and tablets, on-line, the Council has to anticipate its customers’ needs: [1:  http://media.ofcom.org.uk/news/2014/tablets-help-drive-increase-in-older-people-going-online/
] 

Use of tablet computers to access the internet among adults has almost doubled from 16% in 2012 to 30% in 2013. Nearly two-thirds (59%) of people access the internet through a mobile phone, up by six percentage points since 2012.
This shift to tablet use is reflected in a comment from the 2014 survey: 
 (
I found that I could not pay my rent using my 
iPad
 but as I am disabled using an electronic format would be easier for me. I could use a laptop or desktop computer but not an 
iPad
.
)




What we are doing: transforming our services
The Council is investing in technological solutions so we can adapt to changing customer expectations and needs. Offering on-line reporting of missed bin collections, fly tipping and dog fouling and installing automatic payment machines in our Contact Centres so that people can pay their bills at a time convenient to them are examples of how we are transforming our services.  
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Do it on-line!
The Do it on-line! self-service option on the Council website enables our customers to report a problem at a time which suits them. They can also register for a secure account to save time and help keep a track of their requests.
Do it on-line at: https://bolsover-ss.achieveservice.com/module/home#/module/home
Our on-line payment services should be accessible to iPad users from late 2015, when our payment software will be upgraded. 
Communications
Our communications are vital for keeping residents and customers informed about local services and what we are doing to tackle issues that matter to them. 
 (
The format is O.K. but the "with it" gobbledygook often used is unnecessary, unintelligible and often frustrating. Use the Queen's English and let us all know exactly what you are trying to tell us!!!
)

Whilst we aim to provide information for our customers in Plain English wherever possible, sometimes the nature of our business means we need to use complex or legal terms. We try to tailor our communications to our customers, for example using less formal language to engage with young people through social media about our leisure services. 
Perceptions of discrimination
Although 95% of respondents said they had not experienced discrimination in the 2014 survey, 42 individuals said they had. The most commonly experienced form of discrimination reported by these respondents was disability discrimination (37%), with a further 21% experiencing age discrimination and 12% experiencing discrimination on grounds of race or ethnicity. 
Of the total comments relating to experiences of discrimination, 10 individuals (20%) did not state any specific equality grounds although they clearly felt that they had been treated unfairly. 
Forms of discrimination experienced, 2014

Comparing the types of discrimination respondents reported they had experienced in 2011 and 2014, whilst the number is low, there is a slight increase across all forms with the largest increase in disability related discrimination. 
The chart below compares the forms of discrimination experienced by respondents in 2011 and 2014. 



Forms of discrimination experienced, 2011 and 2014

In the survey in 2011, we asked respondents to think about their experiences living in the District of Bolsover (but not including dealing with Bolsover District Council) and to say if they believed they had experienced discrimination over the past year. As the table below illustrates, 9.6% disagreed with the statement that ‘there are no problems with discrimination against disabled people in Bolsover District’. 

2011 Survey: Q31 There are no problems with discrimination against disabled people in Bolsover District?




In the survey in 2011, we asked for people’s perceptions about any issues concerning immigrants in the District. This question was included to gain insight into community cohesion. 
A greater proportion of respondents disagreed with the statement that ‘there are no problems with immigrants in Bolsover District’ (19%) than disagreed that there are no problems with discrimination with disabled people within the District (10%). This is illustrated in the chart below and seems to indicate that problems arising from immigration are perceived to be a bigger equalities issue than problems with disability discrimination in our area.
Q30 There are no problems with immigrants in Bolsover District?


Recommendations from the 2014 survey and action planned or taken to date
We used the findings from the Equal Opportunities Surveys to consider service improvements, as the summary below shows. 

	
	Recommendation
	Action

	1
	Publicise the Council service providing information in alternative formats as 26% of respondents were unaware that the Council can provide information in alternative formats
	Single Equality Scheme Action Plan:- 
Action 12: Promote specific information needs system to encourage disabled and older people to register their needs with BDC
· Publish 2x articles in In Touch to raise awareness of system and encourage customers to register their specific information needs

· Produce and publicise case studies showing how this service benefits customers

	2
	Focus on tackling discrimination due to disability and age as these were the two most commonly mentioned reasons for discrimination
	Sourcing age discrimination training for staff

Review of Hate Incident Reporting form
 
Continuing to work with disabled people to identify solutions to issues and concerns

	3
	Review the comments in detail to see if any need individual attention
	Individual comments were followed up to see whether opportunities for the customer to report issues were missed. 
· Raise awareness of complaints service with those residents and staff appointed to carry out election duties 

	4
	Share the results with other Council departments to see if they generate any other actions which need to be included in the Single Equality Scheme action plan
	Report taken to Improvement Group for comments and suggestions

	5
	Table these results at a future Equality Panel meeting to see if Panel members can identify any further recommendations or suggest ways of meeting the recommendations made here.
	This analysis report was taken to Equality Panel for further comments on 25 September 2015. The Panel would like to see:
· Age discrimination training (see 2 above)
· More considerate parking  and parking enforcement

One member suggested resident parking permits. This may benefit areas such as town centres where long term parking by commuters is believed to be an issue as well as local residents
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Disability	Age	Race/ ethnicity	Gender	Sexual orientation	Religion, belief or non belief	Other 	19	11	6	2	2	1	10	
2011	Gender	Race/ ethnicity	Age	Religion, belief or non belief	Sexual Orientation	Disability	Other	3	4	10	0	2	15	0	2014	Gender	Race/ ethnicity	Age	Religion, belief or non belief	Sexual Orientation	Disability	Other	2	6	11	1	2	19	10	


Strongly agree	Agree 	Neither agree nor disagree 	Disagree 	Strongly disagree 	7	30.5	52.9	9	0.60000000000000064	

Strongly agree 	Agree 	Neither agree nor disagree 	Disagree 	Strongly disagree 	3.1	18.5	59.8	13.7	4.9000000000000004	
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